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[bookmark: _Toc159348925]Introduction 
The report depicts my recent placement experience in a supervisory position within the front desk administration at Delta Hotels by Marriott Birmingham. My position is at the front desk. The report will analyse my experience with guest service standards, work-based skills and personal development. The Gibbs six-stage reflection theory is utilised in the study. The six stages comprise experience, feeling, analysis, evaluation, conclusion and action plan. 

[image: Gibbs Reflective Cycle - Assignment Help Australia]
Figure: Gibbs Reflection Cycle (Adeani, Febriani and Syafryadin, 2020)
[bookmark: _Toc159348926]Section 1:  Reflection on Experience and Personal Development 
I have experience and familiarity with PMS (Property Management System). In this approach, I was involved with managing guest information, room assignments and rates in the financial aspect. I have also learned the skills to navigate the Opera interface and access different modules. This includes reservations, folio management and guest profiles. I think this has developed my tech skills integrating managerial quality as well (Alfayad and Arif, 2017).  I was involved in processing the check-ins and Check-out updates while managing the room allocations. I also worked in the assistant role of administrative tasks. Filing, faxing and copying are some key roles that are monitored by me (Roy and Uekusa, 2020). 
I was always proactive in my roles as I find people management is a fascinating area. Although in the rush hours, I found it critical to handle situations.  I felt pressure to ensure quality service in that period. However, through my contingency approach, I try to solve issues.  

I face guest inquiries regarding room issues, food quality and the customisation process. In these issues, I use my training and guideline codes. I am trained to enhance my ability to troubleshoot using Opera software (Griffin, 2021). This includes system freezes, login difficulties and folio discrepancies. In the guest inquiries and issues, I resolve over the phone, in person or via emails. 

The experience provided efficiency in my technical and analogy sectors.  This works as a positive aspect while working at the front desk. I found myself engaged with the software handling and the human interactions as well. However, I find it critical to implement higher productivity in both sectors simultaneously. 

I find a suitable communication development opportunity through this experience. Moreover, I established a quality network with people who can help me in my future career development as well. 

I think I can develop my skills even further if I put myself in training centres associated with my job role (Liu-Lastres, Wen and Huang, 2023). I will learn language courses as well which can help me to interact more smoothly with the customers. 
[bookmark: _Toc159348927]Section 2 Critical Analysis of Work-Based Skills and Technical Knowledge 
The placement of work-based skills and technical expertise played a crucial role in the guest service standards. For example, effective communication with guests during the order process, addressing concerns and providing facilities ensure satisfaction. I found this is a work-based skill which I need to present in my job role. I also found that there is teamwork through the seamless collaboration among servers, bartenders, and kitchen staff to ensure smooth delivery systems. There is key technical knowledge which I found is fundamental in my supervisory role at the front desk. For instance, precise knowledge of menu items, and ingredients and confident recommendations can create a customer impression.  In my experience, I found mastering the opera software can also be beneficial in the hospitality industry (Liu-Lastres, Wen and Huang, 2023).  The benefits that the Opera software carries are processing, billing, inventory management, and lastly minimising errors and delays.  

I have noticed first-hand experience of these skills come into play.  For example, a group of customers were complaining about the slow service system. In the solution of that, the authority implanted pre-planned codes for different issues. Such as customers will be notified automatically when the room is available for check-in through a smart key. I noticed that the solution is presented while assuring effective communication making the importance of work-based skill and technical expertise.  
[bookmark: _Toc159348928]Section-3 Reflection on Organisational Issues
In my experience, I found several issues that are associated with both external and internal organisation environments. As a front desk administrator, I can depict one particular issue which is staff engagement with the guests. Often staff are not self-motivated or enthusiastic to welcome the guests and interact with them. There are a lot of tourists who are interested in the local environment where effective engagement creates a brand impression for the hotel. However, I found there is a lack of staff in motivation which can be sorted out with Herzberg’s two-factor theory (Ryan, 2015).  

Herzberg’s two-factor theory 
Under the following scenario, I found that my organisation of mine followed Herzberg two two-factor theory. The company utlised the theory while providing two key components. One is the award or recognition of monthly best staff and the other component is providing training opportunities (Stello, 2011). The training opportunity works as a self-motivating factor for staff which allows them to serve guests in a prepared way. The award facilities work as an internal motivating factor where staff recognise themself as competitive in their workplace. 
[image: Herzberg's Two Factor Theory - SlideBazaar]
Figure: Herzberg two factors (Sundari, Gottumukkala and Prameela, 2020)
According to theory, 
The Hygiene Factor: The training facilities provided by my company to the staff.  
The motivating Factor: Here the award system by the hospitality company works as a motivating factor for staff. 
The proposal set by Herzberg two factors identifies the importance of motivating factors that can resolve the organisational issue as per my observance (Sundari, Gottumukkala and Prameela, 2020).  I emphasize that the opportunity to learn and grow works as self-motivation which can help staff to be proactive (Nimri et al., 2020). The result of this will bring enthusiasm among the staff that ultimately solves the issues arrived at in the organisation. 
[bookmark: _Toc159348929]Section 4 Future Action Plan 
Based on the following experience, I have developed a future action plan that can align my work-based skills (Alfayad and Arif, 2017). This can enhance my technical knowledge and guest service standards. 

Developing Guest Service Knowledge: I plan to enrol in online courses or workshops which are associated with my experiences (Gabriel, Alcantara and Alvarez, 2020). These workshops and courses can be pairings, mixology and project management to enhance my knowledge. 

Refining Guest Service Skills: I have the intention to enhance my active listening, empathy and conflict resolution techniques (Griffin, 2021). This can be conducted through role-playing exercise and simulations. 

Strengthening Leadership Skills: I found that handling staff and motivating them to regulate tasks is a priority (Gabriel, Alcantara and Alvarez, 2020). Hence, I seek to aim for opportunities to shadow leadership roles within the hotel. I can practice this actively in team meetings and contribute to the project discussions.  

Mastering Opera Software: I plan to explore advanced functions of opera software which can assist my work activities (Griffin, 2021). The result of this can optimize my efficiency and contribute to department operations. 
[bookmark: _Toc159348930]Conclusion 
My experience in Delta Hotel as a front desk administrator guided my work-based skills, technical knowledge and guest service standards. It highlighted the value of personal and vocational development in shaping future career aspirations within the hospitality industry. 
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